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ABSTRACT

This research was to measure customer satisfaction at an ISO 9002 certificate private
hospital, namely Mahachai 2 hospital in Samut Sakorn Province,Thailand,and to propose
approaches to improve services. A questionnaire was used to collect opinions and suggestion
from 400 outpatients. Statistical applications were frequency, percentage, mean and standard

deviation.

Over three-quarters of the workers were female and the average age was 29. Over,
60% had primary education fast over half earned 4,001-5,000 baht a month and 20% earned
more than 5,000 bath The proportion of married and single were similar. More than half of the
workers faced a normal state of stress and had 1-3 years of workplace experience. Around
three-quarters had type A personality with high social support, moderate self esteem and
positive belief. Most had a high level of social skill and used direct methods to cope with
stress. Factors positively relating to coping with stress were strong social support, positive
belief and good social skill. The degree of stress, the length of work experience, personality

type and level of self esteem were not related to stress coping behavior.

On the basis of the patients suggestions and responses to the questionnaire, several
improvements are suggested 1) A system whereby patients are separated on a disease basis
should be organized. This would cost little in both money and time. 2) The hospital should be
made more comfortable and attractive though new interior design and renovation. This would
require a moderate expenditure of time and money. 3) In the longer term and requiring a large
budget, new buildings are needed for good service and to maintain and improve service
behavior.
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